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Abstract:  This study aims to analyze the effect of system quality, information quality, and 
service quality of the system on net benefits of SAKTI implementation mediated 
by user satisfaction. The study uses primary data obtained from 112 respondents 
at the working units in the BPPK through questionnaires using the purposive 
sampling technique. This study uses path analysis technique. The type of 
research is causal explanatory using inferential statistical analysis technique in 
the form of path analysis. The results showed that the quality of the system, the 
quality of information and service quality from the implementation of the 
SAKTI proved empirically not able to provide user satisfaction and optimal net 
benefits. The quality of the system affects the user satisfaction and user 
satisfaction also affects the net benefits. However, the quality of information 
and service quality does not affect the satisfaction of SAKTI users in an 
integrated way. User satisfaction cannot be a intervening variable between 
service quality and the net benefit obtained. DJPB is expected to improve the 
quality of information and services thoroughly and continuously so that the user 
satisfaction and the benefits of SAKTI can be obtained optimally. 
 




Conducting the mandate of Law (UU) Number 17 of 2003 as regard State Finances, the 
implementation of government accounting and accountability reports for state revenues and 
expenditures must be carried out using an accrual basis, which is poured into financial reports 
prepared in accordance with Government Accounting Standards (SAP) (Iskandar, Amriani, 
and Subekan, 2016). 
 Furthermore, the Government and the House of Representatives (DPR) have made an 
agreement stating that the implementation of accrual-based governsment accounting is 
suspended until no later than 2015 to increase transparency, accountability and the quality of 
decision making as part of public financial management reform. This agreement was 
implemented in the APBN Accountability Law, which was further followed up by the 
issuance of Government Regulation Number 71 of 2010 concerning Government Accounting 
Standards (Accrual-Based) as a substitute for Government Regulation Number 24 of 2005. In 
accordance with the accrual-based GAS implementation timeframe as regulated in 
Government Regulation Number 71 of 2010, 2014 was the last year that the government was 
allowed to use the cash toward accrual basis. In 2015, central and local governments obligate 
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to use an accrual basis in the presentation of financial statements (Iskandar, Amriani, and 
Subekan, 2016).  
Moreover, the Directorate General of Treasury has established (upgraded) the accounting 
applications that have been expended from the cash to accrual basis (cash toward accrual), 
namely the Agency Accounting System (SAI) to the State Treasury and Budget System 
(SPAN) and the Agency Level Financial Application System (SAKTI) to encourage the 
implementation of accrual-based accounting. SPAN is an application system that supports the 
budget management process used by the Directorate General of Budget for budget 
preparation, the Directorate General of Treasury for budget implementation, and the 999 
Budget Unit (BA) management work unit at the Ministry of Finance and several designated 
agencies. SAKTI is basically an SPAN for the work unit level that does not have direct 
access to the SPAN. With this SAKTI, work units (accounting and reporting entities) manage 
budgets and compile accrual-based financial reports. 
The application of SKATI is an application of the Integrated Financial Management 
Information System (IFMIS), which is used mandatory by agencies/work units managing 
funds sourced from the State Budget (Amriani and Iskandar, 2019). This system was built to 
support the principles of orderly, effective, efficient, economical, transparent, accountable, 
integrated and performance-based financial management. The SAKTI's main features include 
database integration, single entry point, applying accrual-based accounting, and guaranteeing 
data security. 
In addition, it is essential that using the SAKTI application is an information system 
based accounting system, effective and efficient management of the information system 
within the State Ministries / Institutions. This is because the adoption and development of 
information systems is a costly investment. Unfortunately, an expensive investment does not 
necessarily guarantee to get a quality system and in accordance with what the organization 
expects. Information systems that are built and run, can run successfully or fail to meet 
organizational needs. Research by Sauer and Cuthbertson (2003) found that only about 16% 
of public sector Information and Technology (IT) projects in the UK were declared 
successful, while 84% experienced failures at various levels. In their findings, Sauer and 
Cuthbertson (2003) stated that failure was caused among others due to elements of simplicity, 
certainty and inadequate stability in the system. 
The SAKTI application as an information system on a national scale and with a large 
cost is also at risk of experiencing failure in its implementation. The Directorate General of 
Treasury (DJPB), Ministry of Finance, which is responsible for developing SAKTI should 
make it one of the top priorities in strategic initiatives. Moreover, in the initial piloting stage, 
Nasrudin (2017) stated that several problems were still found related to complex application 
features (unsimplicity) because they were considered too sophisticated, the internet signal 
was unstable, could not display reports in full, lack of technical training, lack of 
communication between admin with operators, both central and regional as well as other 
issues. Therefore, it is important to see how far the SAKTI application is currently 
implemented. The research problem that begs to be answered is how the quality of systems, 
information and services affects user satisfaction and the benefits that can be obtained from 
implementing the system. 
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Hence, the aims of this research are to analyze the effect of system quality, information 
quality and service quality on the net benefits obtained from the implementation of SAKTI 
mediated by user satisfaction. The research is based on the user's point of view (user) as a 
mandatory system, so that the results of this empirical test are expected to produce policy 
recommendations for a more effective implementation of SAKTI in the future. 
 The achievement of an information system can be perceived from several things, 
including through a model that is used to assess the success of an information system, namely 
the DeLone and McLean model. The information technology system success model 
developed by DeLone and McLean uses six data factors that are used as the basis for 
measuring the success of an information system, namely system quality, information quality, 
service quality, and intensity of use. intention to use or use, user satisfaction, and net benefits 
from information systems (Delone and McLean, 2003). However, in this study, researchers 
only used system quality, information quality, service quality as the independent variable, 
user satisfaction as an intervening variable, and net benefits. as the dependent variable by 
eliminating intervening variables (intention to use) or use and (use) (Peter, Delone, & 
McLean, 2008). This is reinforced by the research of Delone and Mclean (2003) suggesting 
that the intensity of use (intention to use) or use is only as an alternative in their research, in 
the context of mandatory use of systems (mandatory), variable use (use) can be ruled out. , 
because it is mandatory that the user must use the system, whether he wants it or not. 
This research was conducted at the Financial Education and Training Agency (BPPK). 
Previous research by Nasrudin (2017) was conducted in the early stages of piloting (stages I 
and II) where the user or SAKTI user was still within the scope of the DJPB (in fact as a 
system developer). Meanwhile, this research was focused on the scope of the BPPK during 
the piloting phase III. In previous research, Nasrudin (2017) used an integrated model of the 
TAM (Technology Acceptance Model), UTAUT (Unified Theory of Acceptance and Use Of 
Technology) model and the success of information systems. Meanwhile, for the 
implementation of a mandatory system such as SAKTI, the TAM and UTAUT testing models 
are considered less relevant. The test variable behavorial intention to use in the TAM model 
and the voluntariness of use variable in the UTAUT model, is more appropriate if used for 
systems that are not mandatory (not mandatory). Therefore, this study only uses the 
information system success model by DeLone and McLean (2003) with the modification as 
stated above because it is considered relevant for this study. The intention to use variable is 
as indicated by the research of Nasrudin (2017) and Mardiana et al. (2015) in the public 
sector, was not used in this study because it was less relevant in the context of using a 
mandatory (mandatory) system, as previously explained. In addition, the absence of a 
standard model in assessing the success of implementing information technology systems, 
especially in the public sector or government (which is mandatory), makes the opportunity to 
choose a relevant model still wide open (Amriani and Iskandar, 2019). 
 
2. Literature Review 
2.1. Information Systems Success 
The system of information is a set of interconnected components that functions to collect, 
process, store, and distribute information to support the preparation of satisfaction and 
supervision in the organization (Laudon and Laudon, 2000). In information systems research, 
there are several factors used in assessing the success of information technology systems. 
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This has caused several studies to determine different variables. The absence of a standard 
standard makes measuring the success of an information system difficult, there must be 
several aspects that are taken into consideration, such as environmental factors in which the 
system is implemented, what type of system will be applied and so on. 
Ives et al. (1983) stated that information user satisfaction is a perceptual or subjective 
measure of system success. The use of the system can be used as an indicator of the success 
of the system based on certain conditions. If users consider the system to be unreliable or the 
data inaccurate, their use of the system presents doubt. If in a voluntary environment, the 
system will be avoided by users. In addition, Goodhue and Thompson (1995) stated that the 
success of a company's information system depends on how the system is run, the ease of the 
system for its users, and the utilization of the technology used. DeLone and McLean (1992) 
proposed a framework for measuring the success of system information by differentiate 
system quality, information quality, user satisfaction, usability, individual impact and 
organizational impact. They also suggest a causal model to measure its success. The quality 
of the system and the quality of information, individually and collectively, affect user 
satisfaction and usage. It also argues that user satisfaction and use are interdependent 
relationships and are considered to be direct antecedents of individual impacts, which in turn 
also affect organizational impacts. 
 
2.2. Delone & McLean Information System Success Model  
The Delone & McLean Information System Success Model has six measurement dimensions, 
namely system quality, information quality, user satisfaction, usage intensity, individual 
impact, and organizational impact. System quality and information quality are the first two 
dimensions of the Delone & McLean Information System Success Model, where system 
quality shows the product quality of the information system application and information 
quality shows the quality of the product produced by the information system application. 
These two qualities determine the attitude of the user as the recipient of the information. The 
use of the system and its information will have an impact on its users and on the system. The 
influence on the user will determine the satisfaction of the user and the impact on the 
individual. The influence of the system will affect the impact of the organization. 
In history, DeLone and McLean's (1992) model of success were criticised by Seddon and 
Kiew (1996) who stated that system use is a behavior so it is not suitable for use in a causal 
model. They said that definite use precedes the impacts and benefits of an information 
system, but use cannot be categorized as the cause of these impacts and benefits. Then, 
Seddon reformulated the information system success model into two separate variance 
models. Research by Rai et al. (2002) compared DeLone and McLean's (1992) information 
system success model with Seddon and Kiew's (1996) information system success model and 
found that DeLone and McLean's model successfully passed the validation test and 
outperformed Seddon's model. 
 Based on the criticism and suggestion from several studies using the DeLone and 
McLean models since their introduction, DeLone and McLean (2003) proposed 
improvements to the information system success model and introduced an updated model. 
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Figure 1. An updated Model of Information Systems Success by DeLone and McLean 
Source: DeLone and McLean (2003) 
 
DeLone and McLean (2003) added a new dimension to the updated model, namely 
service quality. Another change found in the updated model is the unification of the 
individual impact variable and organizational impact into one variable, namely net benefits. 
The intention to use dimension is also added as an alternative to the use dimension. The use 
intention variable can be used in several specific contexts because of the difficulty in 
interpreting the multidimensional aspects of the usage variable. The incompatibility of use 
variables in a causal model as presented by Seddon and Kiew (1996) can be resolved by the 
use intention variable because the variable is not a behavior but an attitude. 
 
2.3. Previous Research 
Rai et al. (2002) conducted a study to exam DeLone and McLean's (1992) model in the 
context of using voluntary information systems. Data were collected by means of a 
questionnaire from 274 students using the integrated student information system at 
Midwestern University. Data were analyzed by structural modeling (SEM). The empirical 
test results support DeLone and McLean's (1992) model, namely, the quality of information 
has a significant effect on usage and user satisfaction, user satisfaction has a significant effect 
on usage but not the other way around. As a side note, Rai et al. (2002) did not test the model 
down to organizational impact. 
 Livari (2005) conducted a study to exam DeLone and McLean's (1992) model of 
accounting information systems in Oulu, Finland. The field study was carried out using 
longitudinal data by taking 78 samples that are the main users of the system. Consistent with 
the research of Roldan and Leal (2003), this study proves that perceived system quality is a 
significant predictor of user usage and satisfaction. Meanwhile, perceived information quality 
has an effect on user satisfaction but has no effect on usage. Between use and user 
satisfaction is not proven to influence each other (reciprocaly). Individual impact is 
significantly affected by user satisfaction, but not by usage. 
Radityo (2007) conducted a study to exam the use of the SIMAWEB application 
(Website-Based Academic Information System) at the Faculty of Economics, Diponegoro 
University. Samples were taken from 200 people consisting of students and lecturers at the 
Faculty of Economics, Diponegoro University. The result, of the 8 hypotheses, only 2 are 
significant, namely use has a positive effect on individual impacts and individual impacts 
have a significant positive effect on organizational impacts. Meanwhile, the other 6 
hypotheses are not proven empirically. 
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 By referring to some of the previous studies above, this study conducted an empirical test 
on the SAKTI application that was different from previous studies because the Delone & 
McLean Information System Success Model empirical test related to the implementation of 
the SAKTI application only used system quality, information quality, service quality as the 
independent variable, user satisfaction as an intervening variable, and net benefit as the 
dependent variable. 
 
2.4. Hypothesis Development and Thinking Framework 
This study uses DeLone and McLean's (2003) model to analyze and to measure the net 
benefits obtained from the implementation of SAKTI that have run. System quality reflects 
the characteristics inherent in the system concerned in order to produce information. 
DeLone and McLean (2003) stated that system quality is a combined measure of the 
performance of hardware and software in an information system. DeLone and McLean 
(1992) stated that the better the quality of the information system, the more user satisfaction 
the system will be. This statement is also supported by research results, among others, 
Seddon and Kiew (1996), Rai et al. (2002), and Wixom and Todd (2005). Therefore, the 
researchers suspect that (ceteris paribus) the better the quality of the system will have a 
positive and significant effect on SAKTI user satisfaction. Based on this, the first 
hypothesis (H1) proposed in this study is: 
H1: System quality affects user satisfaction. 
 Information quality is a measure of the output produced by an information system, 
including the report format (DeLone and McLean, 1992). The quality of information is 
related to the value, benefit, relevance and urgency of the information produced by an 
information system. The results of Seddon and Kiew's (1996) study indicate that information 
quality is a strong predictor of user satisfaction. DeLone and McLean (1992) stated that the 
higher the quality of information produced by an information system, the more user 
satisfaction it will be. Various research results have supported this statement and found a 
strong relationship between information quality and user satisfaction of information systems, 
among others, Seddon and Kiew (1996); Rai et al., (2002); Wixom and Todd (2005); Halawi 
and McCarthy (2007); and Pambudi (2018). Therefore, researchers suspect that (ceteris 
paribus) the better the quality of information produced by SAKTI will have a positive and 
significant effect on user satisfaction. Based on this, the second hypothesis (H2) proposed in 
this study is:  
H2: The quality of information affects user satisfaction. 
 According to Petter et al. (2008), service quality is the quality of support or assistance 
received by users from the information systems department and officers associated with it, 
which includes the level of responsiveness, accuracy, reliability of support, as well as 
technical competence and empathy from system officers. DeLone and McLean (2003) state 
that the higher the quality of service an information system produces, the more user 
satisfaction it is. Researchers suspect that (ceteris paribus) the better service quality of the 
Directorate of Information Systems & Treasury Technology (SITP), DJPB, which is 
responsible for implementing SAKTI, will affect SAKTI user satisfaction. Therefore, the 
third hypothesis (H3) proposed in this study is: 
H3: Service quality affects user satisfaction. 
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 The term net benefit is expressed by DeLone and McLean (2003) to describe the 
characteristics of the expected results on the implementation of information systems. Net 
benefit relates to the extent to which information systems contribute to the success of 
individuals, groups, organizations, industries, or countries. If SAKTI users are satisfied with 
the system's capabilities, they will tend to feel that using this information system makes it 
easier and faster to complete work, and improves work performance. Therefore, researchers 
suspect that (ceteris paribus) increasing user satisfaction will affect the net benefits of SAKTI 
concerning the individual performance of its users. Based on the description that has been 
presented, the fourth hypothesis (H4) proposed in this study is: 
H4: User satisfaction has a positive and significant effect on net benefits. 
The user satisfaction will not be meaningful if the system does not increase individual 
performance and has a positive influence on the organization. When users are satisfied with 
an information system, system quality, information quality, and service quality, they will be 
more productive because the information needs related to their work are available on time 
when needed (Almutairi, 2001). Therefore, researchers suspect that (ceteris paribus) user 
satisfaction can be an intervening variable in mediating the effect of system quality, 
information quality, service quality and a positive, and significant effect on net benefits. 
Based on this, the fifth hypothesis (H5) proposed in this study is: 
H5: User satisfaction can mediate the effect of information quality; service quality has a 
positive and significant effect on net benefits. 
 Based on the description of the literature review, previous research, and formulated 
hypotheses, the framework for this research can be described as follows: 
 
 
Figure 2. Research Framework 
 
3. Research Method 
This research uses causal explanatory research with a quantitative approach because this 
study explains the relationship between the independent variable and the dependent variable 
through hypothesis testing and in general the data presented in the form of numbers is 
calculated through statistical tests (Sekaran, 2006). The type of data source that will be used 
is primary data obtained by the survey method by sending questionnaires to users or users of 
the SAKTI application in 2019. This study uses five variables from the success model of 
DeLone and McLean's information systems (2003). These variables consist of exogenous 
variables and endogenous variables. Exogenous variables are independent variables (free) 
that affect the dependent variable (dependent) which is indicated by the presence of arrows 
coming from these variables towards the endogenous variables in the model. Endogenous 
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variable is the dependent variable (dependent), which is influenced by the independent 
variable (free), which is indicated by the presence of arrows leading to these variables in the 
model. The exogenous variables of this study consist of variables of information quality, 
system quality, and service quality. While the endogenous variables of this study consist of 
user satisfaction and net benefits. 
 The definition of operational, description and indicators of each of these variables are 
described in Table 1. Each variable is measured using a 5-point Likert scale, namely 
strongly agree: 5; agree: 4; disagree: 3; disagree: 2; strongly disagree: 1. Measurement 
items that represent indicators for measuring exogenous and endogenous variables in this 
study are adjusted to the conditions of SAKTI utilization to make them relevant to the 
research objectives. 
Tabel 1. Definition of Operational Variabel 




System quality is related to system 
flexibility, system integration, ease 
and convenience of use, system 
reliability, and the presence of 
intuitive, sophisticated, and 
responsive system features. 
Flexibility, integration, 
reliability, ease of use, 
response time, security and 
language (Bailey and 




The quality of information is related 
to the accuracy, completeness, 
timeliness, and ease of understanding, 
up-to-dateness, and the form of 









Service quality relates to physical 
support, reliability, responsiveness, 
attitude and technical competence 
and empathy of service providers. 
tangibles, reliability, 
responsiveness, assurance, 
and empathy (Parasuraman 





Overall, the user satisfaction is 
related to satisfaction with SAKTI's 
system, information (output) and 
support services. 
system fit for need, system 
effectiveness, system 
efficiency and overall 





User perceptions regarding SAKTI's 
ability to contribute to individual 
performance include increased 
productivity, ease and speed of work 
completion, increased work 
performance and the effectiveness of 
decision making.  
usefulness and effectiveness 
(Segars and Grover, 1993). 
 
The population of this study is the users of SAKTI in all work units within the BPPK 
who carry out the SAKTI piloting. The sample selection technique used is purposive 
sampling, which is a sampling technique that is limited only to certain people who can 
provide the desired information, or because they meet several criteria set by the researcher 
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(Sekaran, 2006). The sample of this research is SAKTI users with the following criteria: 
having a module operational authority level, namely operators, validators, and approvers 
who represent all work units within the BPPK. Based on these criteria, the sample is 112 
users/person. The method of collecting data in this study using a survey method through a 
questionnaire. The research questionnaire was distributed online to all respondents using the 
Google Forms device, which was sent to an e-mail address or the WhatsApp application. 
This study uses inferential statistical analysis techniques in the form of path analysis with 
the help of the IBM Statistics SPSS 22 computer program. The analysis model is used to 
analyze the pattern of relationships between variables in order to determine the direct or 
indirect effect of a set of causal variables (exogenous variables) on a set of variables. 
Consequent variable (endogenous variable) (Kusnendi, 2008). In the use of path analysis, 
there are several assumptions that must be met, among others (Somad, 2013): a) Observed 
variables are measured without error (measurement instruments must be valid and reliable); 
b) The relationship between variables in the path analysis model is linear; c) Only the 
recursive model (one-way causal flow system) can be considered, whereas the model 
containing reciprocal causal (reciprocal flow system) is not considered; d) Minimum 
exogenous and endogenous variables in the interval measurement scale; e) The analyzed 
model is correctly identified (identified) based on the relevant theories and concepts. 
Therefore, the instruments, and research data will first go through the Reliability Test, Data 
Validity Test and Linearity Test (Somad, 2013). 
 Based on the framework and analysis techniques, the structural model of the study is 
formulated as follows: 
(1) Y = ρX1 + ρX2 + ρX3 + e1; 
(2) Z = ρX1 + ρX2 + ρX3 + ρY + e2 
where X1 = System Quality, X2 = Information Quality, X3 = Service Quality, Y = User 




Figure 3. Structural Research Model 
 
 To test the research hypothesis, a path coefficient test was conducted to determine 
whether the independent/independent variable had a positive or negative influence on the 
dependent/dependent variable. The positive effect is indicated by a positive sign on the 
regression coefficient. Meanwhile, the negative effect is indicated by a negative sign of the 
regression coefficient. The t statistical test (partially), according to Imam Ghozali (2006), 
basically shows how far the influence of one independent variable individually in explaining 
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the dependent variable. For this study, testing was carried out using a significant level of 0.05 
(α = 5%). The criteria for acceptance or rejection of the hypothesis are: 
 If the significant value (Sig.)> 0.05 or tcount <ttable (minus values are ignored) then the 
hypothesis is rejected or the regression coefficient is not significant. This means that partially 
the independent variable does not have a significant effect on the dependent variable. 
 If the significant value (Sig.) ≤ 0.05 or tcount> ttable (minus values are ignored) then the 
hypothesis is accepted or the regression coefficient is significant. This means that partially 
the independent variable has a significant effect on the dependent variable. 
 
4. Results And Discussion 
The questionnaire of research was sent by online to all respondents via their email address or 
the WhatsApp Messenger application using the Google Forms device. Until the deadline for 
returning/filling out the specified questionnaire, the number of respondents who returned the 
questionnaire completely filled was only 38 users/person. This means that the return rate of 
the questionnaire (response rate) reached 33.92% of the total questionnaires distributed. The 
completed questionnaire is then tabulated, and then data processing is carried out. Even 
though the response rate does not reach 100%, the research can still be continued into the 
analysis stage. Hartono (2011) states that the response rate does not have to reach 100%, but 
it will be better if the response rate is higher. Even a questionnaire sent via media (such as 
post or e-mail) with a response rate of 30% is sufficient. The completed questionnaire was 
then tabulated, followed by a description and classification of respondents based on gender, 
experience and education as well as data processing (Iskandar and Amriani, 2015). 
 
4.1. Validity and Reliability Test 
According to Ghozali (2006), the validity test is used to measure whether a questionnaire is 
valid or not. A questionnaire is said to be valid if the questions on the questionnaire are able 
to reveal something that will be measured by the questionnaire. The significance test is done 
by comparing the calculated r value with the r table for degree of freedom (df) = n-2, in this 
case n is the number of samples. To test whether each indicator is valid or not, it can be seen 
in the Cronbach Alpha output display in the Correlated Item-Total Correlation (r) column. If r 
count is greater than r table and the value is positive, then the item or question or indicator is 
declared valid (Ghozali, 2006). Based on the results of the validity test of the research data, 
by comparing each calculated r value (Correlation Item-Total Correlation) in each question 
item with r table for degree of freedom (df) = n-2, where r table = 0.3202, it is found that all 
the calculated r value of each question used as an instrument to measure the research variable 
is greater than the value of r table (See Table 2). So it can be stated that the research 
instrument to measure all variables in this study is valid. 
 
Table 2. Validity Test Results 
 
Variabels Questions Corrected Item-Total Correlation Information 
System Quality 
1 .555** Valid 
2 .662** Valid 
3 .689** Valid 
4 .596** Valid 
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5 .724** Valid 
6 .584** Valid 
7 .802** Valid 
Information 
Quality 
1 .859** Valid 
2 .832** Valid 
3 .925** Valid 
4 .909** Valid 
5 .854** Valid 
6 .806** Valid 
Service Quality 
1 .605** Valid 
2 .694** Valid 
3 .804** Valid 
4 .873** Valid 
5 .836** Valid 
6 .787** Valid 
7 .744** Valid 
8 .771** Valid 
9 .794** Valid 
User Satisfaction 
1 .897** Valid 
2 .896** Valid 
3 .921** Valid 
4 .907** Valid 
Net Benefits 
1 .939** Valid 
2 .894** Valid 
3 .922** Valid 
4 .917** Valid 
5 .874** Valid 
**. Correlation is significant at the 0.01 level (2-tailed). 
Source: Results of data processing 
 
 On the other hand, reliability, according to Ghozali (2006), is a tool to measure the 
reliability of a questionnaire which is an indicator of a variable or construct. A questionnaire 
is said to be reliable or reliable if a person's answer to a statement is consistent or stable over 
time. The reliability test used in this study was the Cronbach Aplha test. A construction or 
variable is declared reliable if it gives a Cronbach Alpha value> 0.60 (Ghozali, 2006). The 
results of the validity test of the research data, by comparing each Cronbach's Alpha value on 
each variable or research instrument, found a value greater than 0.6, so it can be stated that 
the research instrument to measure the variables in this study is reliable (See Table 3). 
 
Table 3. Reliability Test Results 
Variabel Cronbach's Alpha Information 
System Quality 0.781 Reliable 
Information Quality 0.927 Reliable 
Service Quality 0.910 Reliable 
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User Satisfaction 0.925 Reliable 
Net Benefits  0.947 Reliable 
Source: Results of data processing 
 
4.2. Assumption Test 
Before the path, analysis is carried out; first the assumption test that underlies the path 
analysis is carried out, namely the linearity test. This test aims to test whether the form of the 
relationship between the independent variable and the dependent variable is linear or not. A 
good path model is a model where the relationship between the two variables is linear. The 
method used in testing linearity is the ANOVA Table. With the ANOVA table, the Sig value 
will be seen. The linearity of each independent variable with the dependent variable is 
compared with the level of significance (α). Sig value. Linearity shows the extent to which 
the independent variables are directly proportional to a straight line. If the Sig. Linearity is 
smaller than the level of significance (α = 0.05), so linear regression can be used to explain 
the influence between the existing variables (Prihadi, 2007). The results of the linearity test 
on the research data are shown in Table 4. The results of the test in Table 4 above indicate 
that the Sig. Linearity in all variable relationship paths is less than α = 0.05, so it can be 
concluded that the linearity assumption is met. 
 








User Satisfaction *  
System Quality  
Between 
Groups 
(Combined) 415.292 14 29.664 11.554 0.000 
Linearity 331.891 1 331.891 129.272 0.000 
Deviation 
from Linearity 
83.401 13 6.415 2.499 0.027 
Within Groups 59.05 23 2.567   
Total 474.342 37    












(Combined) 360.675 14 25.763 5.213 0.000 
Linearity 201.177 1 201.177 40.707 0.000 
Deviation 
from Linearity 
159.498 13 12.269 2.483 0.027 
Within Groups 113.667 23 4.942   
Total 474.342 37    












(Combined) 308.842 17 18.167 2.195 0.047 
Linearity 127.873 1 127.873 15.453 0.001 
Deviation 
from Linearity 
180.969 16 11.311 1.367 0.251 
Within Groups 165.5 20 8.275   
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Total 474.342 37    












(Combined) 495.978 10 49.598 11.029 0.000 
Linearity 409.561 1 409.561 91.076 0.000 
Deviation 
from Linearity 
86.417 9 9.602 2.135 0.062 
Within Groups 121.417 27 4.497   
Total 617.395 37    
Source: Results of data processing 
 
4.3. Analysis Results 
After conducting the validity test, reliability test and assumption test, the data were analyzed 
using path analysis techniques according to the previously formulated structural model. The 
results of the path analysis are shown in Tables 5 and 6. 
 
Table 5. Results of Structural Model Path Analysis 1 
Model Summary  
Model R R Square 
Adjusted R 
Square 
Std. Error of  
the Estimate 
 
1 .845a 0.714 0.689 1.99814  




Model Sum of Squares df Mean 
Square 
F Sig.  
1 Regression 338.595 3 112.865 28.269 .000b  
Residual 135.747 34 3.993    
Total 474.342 37     
a. Dependent Variable: User Satisfaction (Y)  









t Sig. B Std. Error Beta 
1 (Constant) -4.976 2.437  -
2.042 
0.049 
System Quality 0.704 0.132 0.755 5 3 0.000 
Information Quality 0.126 0.098 0.161 1.28 0.209 
Service Quality -0.028 0.078 -0.043 -
0.358 
0.723 
a. Dependent Variable: User Satisfaction (Y) 
Source : Results of data processing 
 
From Table 5 above, the equations formed for Structural Model 1: 
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Y = 0.704 X1 + 0.126 X2 - 0.028 X3 + 1 
 
The description of the Structural Model 1 equation above is as follows: 
1. The system quality variable has a positive and significant effect on user satisfaction by 
looking at the path coefficient value of 0.704 and the significance of the effect on the X1 
→ Y path of 0.000 which is smaller than α = 0.05. This means that the quality of the 
SAKTI application system has a positive and significant effect of 7.04% on user 
satisfaction of the system. Thus it can be concluded that H1 is accepted. 
2. Information quality variables have a positive and insignificant effect on user satisfaction 
by looking at the path coefficient value of 0.126 and the significance of the effect on the 
X2 → Y path of 0.209 which is greater than α = 0.05. This means that the information 
quality of the SAKTI application has a positive but insignificant effect on user 
satisfaction of the system. Thus it can be concluded that H2 is rejected. 
3. Service quality variables have a negative and insignificant effect on user satisfaction by 
looking at the path coefficient value of -0.028 and the significance of the influence on the 
X3 → Y path of 0.723 which is greater than α = 0.05. This means that the quality of the 
SAKTI application system has a negative and insignificant effect on user satisfaction of 
the system. Thus it can be concluded that H3 is rejected. 
 
Meanwhile, the error value in the structural equation is obtained: ρYe =  = 0.534. The results 
of the F test based on the ANOVA output in Table 5 show that the influence of the variables 
X1, X2, and X3 together has an effect on variable Y. The F test value is 28,269 and the Sig. 
amounting to 0.000 indicates that the effect is significant and there is a positive effect (with 
alpha 0.05). Therefore, it can be concluded that the variables of System Quality (X1), 
Information Quality (X2), and Service Quality (X3) simultaneously affect User Satisfaction 
(Y). From the test results above, it can be seen that the adjusted R square is 0.6897 or 
indicates that 68.9% User Satisfaction (Y) can be influenced by the System Quality (X1), 
Information Quality (X2), and Service Quality (X3) variables. The effect of other variables 






Table 6. Results of Structural Model Path Analysis 2 
 
Model Summary 
Model R R Square 
Adjusted 
R Square 
Std. Error of the 
Estimate 
 
1 .835a 0.697 0.66 2.38122  
a. Predictors: (Constant), User Satisfaction, Service Quality, Information Quality, 
System Quality 
ANOVAa 
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df Mean Square F Sig.  
1 
Regression 430.278 4 107.57 18.971 .000b  
Residual 187.117 33 5.67    
Total 617.395 37     
a. Dependent Variable: Net Benefits  









Coefficients t Sig. 
B Std. Error Beta 
1 
(Constant) -0.107 3.077  -0.035 0.973 
System Quality 0.312 0.213 0.293 1.464 0.153 
Information Quality -0.056 0.12 -0.063 -0.471 0.641 
Service Quality 0.052 0.093 0.07 0.556 0.582 
User Satisfaction 0.655 0.204 0.575 3.207 0.003 
a. Dependent Variable: Net Benefits  
Source: Results of data processing 
 
From Table 6 above, the equations are formed for Structural Model 2: 
 
Z = 0.312X1 - 0.056X2 + 0.052X3 + 0.665Y + e2  
 
Based on the results of the analysis on Structural Models 1 and 2, the calculation of the total 
effect on each variable is obtained as follows: 
 








X1 Y 0.704 0.704  0.704 
X2 Y 0.126 0.126  0.126 
X3 Y -0.028 -0.028  -0.028 
X1 Z 0.312 0.312 0.704 x 0.665 = 0.468 0.780 
X2 Z -0.056 -0.056 0.126 x 0.665 = 0.083 0.027 
X3 Z 0.052 0.052 -0.028 x 0.665 = -0.018 0.034 
Y Z 0.665 0.665  0.665 
Source: Results of data processing 
 
The Information from the equation for Structural Model 2 and Table 7 above is as follows: 
1. The user satisfaction variable has a positive and significant effect on net benefits by 
looking at the path coefficient value of 0.665 and the significance of the effect on the Y 
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→ Z path of 0.003 which is smaller than α = 0.05. This means that user satisfaction of 
the SAKTI application has a positive and significant effect of 76.65% on the net benefits 
of using the system. Thus it can be concluded that H4 is accepted. 
2. The system quality variable has a positive but insignificant effect on net benefits by 
looking at the path coefficient value of 0.312 and the significance of the effect on the 
path X1 → Z of 0.153 which is greater than α = 0.05. This means that the quality of the 
SAKTI application system has a positive but insignificant effect on the net benefits of 
using the system. It is different with the information quality variable which has a 
negative and insignificant effect on net benefits by looking at the path coefficient value 
of -0.056 and the significance of the effect on the X2 → Z path of 0.641 which is greater 
than α = 0.05. This means that the information quality of the SAKTI application has a 
negative and insignificant effect on the net benefits of using the system. The service 
quality variable has a positive but insignificant effect on the net benefits by looking at 
the path coefficient value of 0.052 and the significance of the effect on the X3 → Z path 
of 0.582 which is greater than α = 0.05. This means that the service quality of the SAKTI 
application has a positive but insignificant impact on the net benefits of using the system. 
3. If you look at the total influence between the variable quality of the system and the 
quality of information on the net benefits of using the system, the coefficient of influence 
is higher than the direct effect. That is, the quality of the system and the quality of 
information that is balanced (mediation) with user satisfaction will have a good effect on 
net benefits. However, on the total effect of the service quality variable on net benefits, 
the coefficient of influence is lower than the direct effect. This means that user 
satisfaction cannot be an intervening variable or a mediator between service quality and 
net benefits. Thus it can be concluded that H5 is rejected. 
 
4.4. Discussion 
The results of the first hypothesis test (H1) show that the system quality variable has an effect 
on user satisfaction. The direction of positive influence, as indicated by the path coefficient 
value, means that the higher the quality of the system, the higher the satisfaction of SAKTI 
users. Respondents' responses to the quality of the SAKTI system can empirically be 
explained from the statements put forward in the questionnaire of this study. Users give a 
positive assessment of the quality of the SAKTI integrated system. The results of this study 
indicate that the user's perception of the quality of the system that meets the characteristics of 
a system that is well integrated, reliable, safe, easy and comfortable to use, responsive, and 
using easy-to-understand terms on its menus will encourage satisfaction with the system. 
These results support the SI model of success by DeLone and McLean (2003), which states 
that system quality is one of the dimensions that determine the success of information 
systems. The results of this study are consistent with the results of Livari's (2005) research on 
accounting and financial information systems, which are implemented mandatory in the city 
council of Oulu, Finland. The study found that user perceptions of system quality have a 
positive effect on user satisfaction. This study also supports the research conducted by 
Iskandar et al. (2016) on the SAIBA application which states that the higher the quality of the 
system, the higher the level of user satisfaction. Similar research results were also found in 
other studies conducted by Wixom and Todd (2005), Noviyanti (2016), and Pambudi et al 
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(2018), which proved that system quality had a positive and significant effect on user 
satisfaction. 
 The result of the second hypothesis test (H2) states that the information quality variable 
has no significant effect on user satisfaction. The results of this insignificant analysis are not 
in line with research by DeLone and McLean (2003) and Seddon and Kiew (1996) on 96 
Departmental Accounting System (DAS) users who state that the quality of information has a 
positive effect on user satisfaction. Although the quality of information in the current SAKTI 
application basically helps users in their work in the field of state financial management, 
unfortunately SAKTI application users have not received sufficient satisfaction. The 
information in the report is true and accurate, complete, on time as needed, easy to 
understand, up to date and in good format has not been proven to be able to encourage 
SAKTI user satisfaction. 
 The results of the third hypothesis test (H3) state that the service quality variable has no 
significant effect on user satisfaction. The direction of positive influence, as shown by the 
path coefficient value, means that the higher the service quality, the higher the satisfaction of 
SAKTI users in an integrated manner. The insignificant analysis result does not support the 
information system success model by DeLone and McLean (2003), which states that service 
quality, is one of the dimensions of information system success. This insignificant result 
indicates that SAKTI assistance services from officers of the SITP Directorate, HAI-DJPB, 
and KPPN / Kanwil DJPB are perceived as still having many obstacles for SAKTI users at 
BPPK. 
 The result of the fourth hypothesis test (H4) states that the user satisfaction variable has 
an effect on net benefits. The positive influence value, as indicated by the path coefficient 
value, means that the higher the satisfaction of SAKTI users, the higher the net benefits of 
SAKTI on the individual performance of its users. The responses of respondents regarding 
their satisfaction with SAKTI can empirically be explained from the statements put forward 
in the questionnaire of this study. User satisfaction in this study is a perception regarding the 
suitability between the system attributes required to complete the tasks and responsibilities of 
managing state finances and the real capabilities of SAKTI. Users rate that they feel quite 
satisfied with SAKTI. The results of this study indicate that satisfaction with systems that 
meet the attributes of usefulness and effectiveness will encourage the ability of the system to 
make a contribution that impacts individual performance. These results support previous 
research conducted by Livari (2005), Noviyanti (2016) and Pambudi et al. (2018) which 
states that information system user satisfaction has a significant positive effect on the net 
benefits received from the system. 
 The results of the fifth hypothesis test (H5) state that user satisfaction cannot be an 
intervening variable or mediate the effect of system quality, information quality, and service 
quality on overall net benefits. The user satisfaction variable can only mediate: (i) the 
relationship pathway / influence of the system quality variable and net benefits; and (ii) the 
relationship path / influence of the information quality and net benefit variables. Meanwhile, 
in the relationship / influence path of service quality and net benefit variables, user 
satisfaction cannot be an intervening variable. This can be interpreted that the services 
provided can help users improve their performance and productivity (get benefits) even 
though they do not get maximum satisfaction with the use of the system. 
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5. Conclusion 
Based on the results of analysis and hypothesis testing, it can be concluded that in general 
the system quality, information quality and service quality from the implementation of the 
SAKTI application have been empirically proven to have not been able to provide optimal 
user satisfaction and net benefits. Of the five hypotheses proposed, not all of them are 
proven and acceptable. System quality affects user satisfaction and user satisfaction also 
affects net benefits. However, information quality and service quality do not affect SAKTI's 
user satisfaction in an integrated manner. User satisfaction cannot be an intervening 
variable or a mediator between service quality and the net benefits obtained. The results of 
this research can be used as input and consideration in making decisions for future system 
improvement and development. DJPB is expected to be able to improve the quality of 
information and services in a comprehensive and sustainable manner so that user 
satisfaction and SAKTI benefits can be maximized. It is necessary to conduct reviews and 
improvements to several system features and facilities related to the quality of the 
information generated. It is important to continuously improve the quality of SAKTI 
considering that this application will be implemented in all central government work units 
in Indonesia, which are much larger in number than the work units that follow the piloting 
stage. 
Given that the scope of research is relatively small and limited only to the BPPK 
environment, the research results cannot be used as a result of general evaluation. For further 
research, it is suggested to expand the object of research with a larger number of samples so 
that the evaluation is more measurable and comprehensive. In addition, the relatively low 
response rate for returning questionnaires from respondents can also affect the validity of the 
research results. The use of information technology media such as E-mail, Google Forms and 
the WhatsApp application has not been able to fully accommodate the research needs. For 
further research, it is recommended that data collection be accompanied by manual 
submission of the questionnaire and accompanied by filling it out. 
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